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THE EFFECT OF SERVICE FAILURE AGAINST 
CONSUMER’S COMPLAINT WITH BUYER-SELLER 








 The purpose of this research is to explaining the impact of 
service failure toward customer complaint with buyer-seller 
relationship as moderator variable. It’s a quantitative research using 
statistic and have hyphotesis which is proved. Reserach variables 
are: customers complaint as dependent variable, service failure as 
indepdendent variable, and buyer-seller relationship as moderator 
variable. The number of samples are 100  of respondents. Data 
analysis technique using moderating regression. 
The result of this research showing that buyer seller relationship 
proved as moderated variable which able to moderate the impact of service 
failure toward consumer complaint. Buyer seller relationship as a full 
moderated because its able to moderating and this variable also able to be 
a independent variable. Buyer seller relationship is a negative moderated, 
and the meaning that buyer seller relationship can decrease impact of 
service failure toward consumer complaint. 
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 Penelitian ini bertujuan untuk menjelaskan pengaruh antara 
service failure terhadap consumer complaint dengan buyer-seller 
relationship sebagai variabel moderator. Penelitian ini merupakan 
penelitian kuantitatif dengan menggunakan hipotesis yang disertai 
dengan  pengujian statistik.  Variabel penelitian adalah consumer 
complaint (Y) sebagai variabel dependent dan  service failure (X). 
Sedangkan untuk variabel moderator dalam penelitian ini adalah 
buyer-seller relationship. Jumlah sampel penelitian sebanyak 100 
responden. Teknik  analisis data menggunakan analisis regresi 
moderasi. 
Temuan dalam penelitian ini menunjukkan bahwa buyer seller 
relationship terbukti sebagai  variabel moderasi, yaitu memiliki kemampuan 
memoderasi pengaruh  service failure terhadap consumer complaint di 
Twinkle House. Buyer seller relationship adalah variabel moderasi penuh 
karena selain mampu memoderasi ternyata buyer seller relationship juga 
mampu menjadi variabel prediktor (variabel bebas) karena tingkat sig nilai t 
variabel buyer seller relationship  dibawah 0,05. Sifat moderasi variabel 
buyer seller relationship terhadap pengaruh service failure terhadap 
consumer complaint adalah negatif, artinya bahwa variabel buyer seller 
relationship sifatnya melemahkan pengaruh service failure terhadap 
consumer complaint di Twinkle House. 
  
Kata Kunci: Service Failure,  Buyer Seller Relationship, Customers 
Complaint, Twinkle House 
 
 
 
  
